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Bradford Cyrenians

Complaints & Appeals Policy

Statement of Intent 




Bradford Cyrenians is committed to delivering quality services to its service users.  If anyone is dissatisfied with any aspect of our service we would like to know as their views are important to us and could help us maintain or improve our standards.

We encourage complaints about our support services or our accommodation services where we act as a landlord.  Where we act a managing agent (Yorkshire Housing and Sanctuary Housing) we will assist service users to make a complaint to them directly as the landlord.  See contact details on the last page. 

Bradford Cyrenians uses the following definition of a complaint 

An expression of dissatisfaction, however made, about the standard of service, actions or lack of action by the organisation, its own staff, or those acting on its behalf, affecting an individual resident or group of residents. 

Service users will be informed of the policy and that the act of making a complaint will not affect the level of service they receive from the organisation.

Bradford Cyrenians will treat any complaint made as confidential. The person making the complaint has the right to have a third party/advocate present during the complaints procedure, if they so wish.

A complaint can be made from service users, third parties, the Local Authority or other statutory/voluntary agencies.  All complaints will be investigated fairly and investigated thoroughly.

Bradford Cyrenians shall comply with the Equality Act 2010 and will consider adapting policies, procedures or process to accommodate an individual’s needs. (See Equality and Diversity policy and Employee Handbook)

				
COMPLAINTS & APPEALS POLICY

Bradford Cyrenians Complaints Officer is the Business Support Manager.  The complaints officer will:

· Act sensitively and fairly
· Be trained to receive complaints and be able to deal with distressed and upset service users
· Have access to staff at all levels to facilitate quick resolution of complaints
· Have the authority and autonomy to act to resolve disputes quickly and fairly

The complaints officer may delegate the investigation and decision-making process to team leaders or Service Managers as the complaints officer may have to deal with any appeals.  It is up to the Complaints Officer to decide who will investigate and to promote impartiality, they will always delegate to a manager from a service that is unconnected to the complaint.  

When to make a service request or a complaint

Bradford Cyrenians recognises the difference between a service request and a complaint.  A service request is a request from a service user requiring action(s) to be taken to put something right.    Service requests are not complaints but we will record these, monitor and review them regularly.    A complaint must be raised when the service user expresses dissatisfaction with the response to their service request, even if the handling of the service request remains ongoing.  As the landlord, whilst we will acknowledge the complaint, we will continue in our efforts to resolve the service request. 

Service Users at the hostel can bring a complaint to the Hostel’s weekly house meeting or go and see a worker on duty in order to resolve the problem.  Service users at our dispersed schemes can make a complaint to their keyworker or the service manager/team leader of the scheme.

You can make a complaint if you feel that:

· We failed to do something we should
· We did something wrong
· We did something to a poor standard
· You were treated unfairly
· We acted unprofessionally

Service users do not need to use the word complaint for it to be treated as such.

Complaint forms can be found on the hostel notice board and either handed to staff or posted through the letterbox (see appendix 1)

Service users can ask for a complaint form from any of our staff for any of our services. They can hand these in at any office for the attention of the manager.

Service users can also make complaints via email to Support staff, Team Leaders, Service Managers, Heads of Service. Staff will give email addresses to the service user wishing to make the complaint.

Service users can also complain via Bradford Cyrenians website, which provides an email address for complaints to be sent to. All complaints sent via the website or email will be treated as confidential and privacy will be maintained.


Allocation decisions

If someone referred to a service is unhappy about an allocation decision, they can appeal this decision by contacting the service and asking for an appeal (See referrals and allocations policy)

Warnings, Notice to Quit, Fair Exit decisions
Service users have the right to appeal warnings, Notice to Quit (NTQ) and Notice to Seek Possession (NOSP’s). (See Warning & Enforcement Procedures Leading to Termination of Accommodation) 

Exclusions to making a complaint

Bradford Cyrenians will treat all complaints fairly however the following exclusions to making a complaint may apply.

· The issue giving rise to the complaint occurred over 12 months ago. Where the problem is a reoccurring issue, Bradford Cyrenians will consider any older reports as part of the background to a complaint. (it may not be appropriate to rely on this exclusion where complaints concern safeguarding or health and safety issues)
· Legal proceedings have been started. However, Bradford Cyrenians will ensure service users are not left without a response for lengthy periods and will be updated as and when required. 
· Matters that have already been considered as part of the complaints policy and an outcome has been reached regarding the issue/an appeal has already been concluded. 

If Bradford Cyrenians decide not to accept the complaint for whatever reason, an explanation will be provided setting out the reasons.  Service users will have the right to challenge this decision by escalating their complaint to the Housing Ombudsman. (See advice and assistance)

Barriers to making a complaint

We recognise that service users, staff, volunteers or external agencies may feel unwilling to make a complaint for different reasons. We want to make the process easier for anyone wishing to make a complaint by ensuring we have:

· Our complaints and appeals policy displayed in our communal areas, available on our website. 
· Information on how to complain in our House books and staff handbooks.
· We have whistle blowing, protection from harassment and equal opportunities, diversity and inclusion policies for service users, staff, volunteers and external agencies to refer to. 
· Staff can assist service users in making a complaint and supporting them through the process.
· Service users are given the opportunity to have a representative deal with their complaint and to be represented or accompanied at any meetings, where this has been requested. 
· We ensure that complaints and appeals are an agenda item for meetings we hold with staff, service users and trustees. 

Complaints Procedure

If a service user wishes to make a verbal complaint they can discuss it with any member of staff, they feel comfortable informing.  The member of staff will take details and then pass it to their line manager who will address the issue within the timescales set for dealing with complaints handling.   

If a service user makes a written complaint (using Appendix 1) it will be passed to the service manager to investigate and address within the set timescales.  

All details of complaints regardless of whether verbal or written will be recorded on the Oasis case management system complaints log (home screen, complaints log) 

Where a complaint is handled by a third party e.g. a contractor or independent adjudicator at any stage the complaint will form part of our 2 stage complaints/appeals process and service users will not be expected to go through two complaints process.   Where the third party is handling a complaint, we will ensure they have a copy of the ‘Complaint Handling Code’ as a reference point.  

Where a complaint is received regarding a member of staff or where a crime may have been committed, this should immediately be passed on to the service manager who will discuss how the complaint shall be handled with the Complaints Officer. Oasis complaint log will be completed by the Service Manager and Complaints Officer but will be anonymised. 



Regardless of whether the complaint is at stage 1 or stage 2, the complaint handler must:

a) Deal with complaints on their merits, act independently and have an open mind
b) Give the service user a fair chance to set out their position
c) Take measures to address any actual or perceived conflict of interest
d) Consider all relevant information and evidence carefully

Procedure - Stage 1

The person handling the complaint will:

i)	Acknowledge receipt of the complaint in writing within 5 working days.  We will advise the service user of any aspect of their complaint where we are/are not responsible for and clarify any areas where this is not clear. 
ii)	Within 5 working days of acknowledgment arrange an appointment with the person complaining to take further information, if required.
iii)	The target time for responding to complaints is 10 working days of the complaint being acknowledged. However, we recognise that some complaints can be dealt with much sooner and an outcome duly communicated.  However, if the matter is complex and further time is required to give the matter due consideration a letter should be sent to the complainant explaining the reasons why and include details of when a response will be sent. This extension should not exceed a further 10 working days without good reason and details of the Housing Ombudsman will be given. 
iv)	Once information is gathered a decision must be made and the complainant will be notified of the outcome within the timeframe above.  We will provide clear reasons for any decisions referencing the relevant policy, law and good practice.   
          Point to note – During investigation, should a service user raise other issues these will be incorporated into the stage 1 complaint, unless 
a) This would delay a response to the original complaint in which case a separate complaint will be lodged
b) A stage 1 response has already been issued and new issues are unrelated to the issues already investigated. 

Once the information is gathered a decision will be made and the complainant will be notified of the following 

· The complaint stage
· The complaint definition 
· The outcome of the complaint
· The reasons for any decisions made
· The details of any remedy/action(s) carried out
· Details of how to appeal to stage 2, if they are dissatisfied. 

Appeal procedure- Stage 2

Service Users who are unhappy with the response to their complaint at stage 1, have the right to appeal. Stage 2 is the landlord’s final response.  The complainant must explain they wish to proceed with stage 2 and Bradford Cyrenians will make reasonable efforts to understand why the complainant remains unhappy. Requests should be made in writing and addressed to the Complaints Officer (unconnected to the stage 1 outcome decision) who will deal with the appeal or delegate to a Head of Service.  The person dealing with the stage 2 appeal will not be the same person that considered the complaint at stage 1. 

The person dealing with the stage 2 appeal will acknowledge the appeal and arrange to meet with the complainant within 5 working days of receiving it.  They will listen to the reasons for the appeal and review any evidence that may be submitted to substantiate the appeal which can be provided at the meeting.  The complainant can get support from a friend/advocate at this meeting in order to support them. During the course of the meeting, the person dealing with the stage 2 appeal will advise the complainant of any aspect of their complaint where we are/are not responsible for and clarify any areas where this is not clear.

Stage 2 response time is 20 working days from the request to appeal, if this is not possible because the appeal is complex and requires further consideration, an explanation and date will be given as to when the appeal response will be made.  This will not exceed another 20 working days without good reason.  Any letter will advise the complainant that should they want to pursue the issue further they can contact the Housing Ombudsman.  (see contact details on the last page) 

Following the review of the appeal a written decision on the outcome will be sent to the complainant.  As landlord, we will notify the complainant of the outcome within the timeframe above.  We will provide clear reasons for any decisions referencing the relevant policy, law and good practice.

· The complaint stage
· The complaint definition 
· The decision on the complaint
· The reasons for any decisions made
· The details of any remedy offered to put things right 
· Details of any outstanding actions
· Details of how to escalate the matter to the Ombudsman service if the individual remains dissatisfied. 

Point to note –The person dealing with the stage 2 appeal will refer to the Housing Ombudsman Complaint Handling Code for guidance. 

Putting Things Right

Where something has gone wrong Bradford Cyrenians will acknowledge this and set out the action(s) it has already taken or intends to take to put things right.  These can include:

· Apologising
· Acknowledging where things have gone wrong
· Providing an explanation, assistance or reasons
· Taken action if there has been a delay
· Reconsidering or changing a decision
· Amending a record or adding a correction or addendum 
· Providing a financial remedy 
· Changing Policy, Procedures or Practices 

Any remedy offered will reflect the impact on the service user as a result of any fault identified.  The offer will clearly set out what will happen and by when in agreement with the service user, where appropriate.  Any remedy proposed will be followed through to completion.   When responding, Bradford Cyrenians will take account of the guidance issued by the Ombudsman when deciding on appropriate remedies.  


Recording Complaints

Each complaint/appeal will be logged on the Oasis case management system (home screen, complaints log). The complaint along with all correspondence associated with it will be uploaded onto the Oasis case management system unless this is a sensitive/confidential nature where the Complaints Officer will keep all details and correspondence securely.  All information gathered will be treated in line with our confidentially and GDPR policy. 

Bradford Cyrenians will make reasonable adjustments for service users where appropriate, under the Equality Act 2010.  We will record any reasonable adjustments and record any disabilities the complainant has disclosed on Oasis Case Management system and reasonable adjustments will be kept under active review. 

Third party/Agency complaints

All complaints from third parties, the Local Authority or other statutory/voluntary agencies should be addressed in writing or phoning/emailing the Complaints Officer.

Complaints Regarding Staff

If the complaint concerns any member of staff, the complainant should arrange to meet up with the Service Manager.  A complaint form will be issued or assistance in completing the form, if required.  The complaints officer will be informed of the complaint and they will decide who will investigate the complaint. 
   
Any third party or organisation wishing to make a complaint about a worker can do so by contacting the Complaints Officer by phone/email or in writing.  If the complaint concerns the complaints officer, then the complaint should be addressed to the Chief Executive via phone/email or in writing. 

Complaints about staff will be dealt with using Bradford Cyrenians disciplinary and grievance procedures where the allegations have been upheld and staff are in breach of policy, terms and conditions or code of conduct. 


Staff wishing to make a complaint

Any member of staff wishing to make a complaint either formal or informal please refer to the staff handbook. You can also refer to the disciplinary policy, whistle blowing policy & protection from harassment policy, which are located in the operational policy files in each of our offices and/or duty documents.  

Self-assessment/Reporting and Compliance 

· Outcomes of complaints will be reported quarterly to Trustees Meetings whereby trustees will analyse complaints received in the quarter, consider the outcomes reached and the action(s) carried out.   The purpose of this exercise is to be more transparent, learn and improve service delivery to our service users.  
· Trustees review outcomes of complaints and are not involved in the appeals process. 
· Bradford Cyrenians will complete an annual complaints performance and improvement report which will be tabled at a trustees meeting.  Their response will be added to the report and this will be publicised on our website.  
· The Chair of Bradford Cyrenians Trustees is the delegated member responsible for complaints and will analyse the annual report with the board and will critique it before it is posted onto Bradford Cyrenians website. 
· The CEO will assess themes and trends to identify potential systemic issues, serious risks and/or revisions to other key policies 
· Bradford Cyrenians will publish its up to date Complaints & Appeals policy on its website.  
· In the event that Bradford Cyrenians has a significant restructure, merger or change in procedures we will carry out a new self-assessment. Furthermore, we will update the self-assessment following an ombudsman investigation.  
· If Bradford Cyrenians is unable to comply with the code due to exceptional circumstances such as a cyber-incident, we will inform the ombudsman, provide information to service users affected and publish this on our website providing a timescale for returning to compliance with the code.  

Scrutiny & Oversight/Continuous Learning & Improvement

As part of our commitment towards continuous learning and improvements, Bradford Cyrenians will look beyond the circumstances of individual complaints and consider whether service improvements can be made as a result of any learning.  

We recognise that a positive complaint handling culture is integral to the effectiveness with which we resolve disputes and we will use complaints as a source of intelligence to identify issues and introduce positive changes to service delivery.  

Where a case has been dealt with by the Ombudsman and we receive feedback, this will be communicated to the Trustees for their information and learning/development.  



Bradford Cyrenians is committed to the following principles:

· A collective responsibility towards effective complaints handling and in order to succeed, it will have a collaborative and co-operative approach towards resolving complaints.  
· A collective responsibility towards any short-falls identified through complaints rather than a blame culture.
· Act within professional standards for engaging with complaints as set by any relevant professional body

As a minimum, the Member Responsible for Complaints and the governing body receive: 

a. regular updates on the volume, categories and outcomes of complaints, alongside complaint handling performance. 
b. regular reviews of issues and trends arising from complaint handling;   
c. regular updates on the outcomes of any Ombudsman’s investigations and progress made in complying with orders related to severe maladministration findings; and   
d. annual complaints performance and service improvement report


Complaints Handling training

It is a requirement that all new staff access training via their line managers as part of their staff induction to the organisation.  With regards to managers and the designated complaints officer they will access the complaints handling training delivered by the Housing Ombudsman.  

Review of Policy 

The complaints policy will be reviewed annually and will form part of the induction programme for new workers joining Bradford Cyrenians.




Advice & Assistance 

You have the right to seek advice and assistance from the following agencies:

Bradford CAB					Manningham Project
Argus Chambers					203 Lumb Lane
Bradford 						Bradford
BD1 1HZ 						BD8 7SG
Tel. 0808 2787828				Tel. 01274 544687


If complainants who live in our commissioned services are not happy with the outcome from Bradford Cyrenians processes, they can contact the Local Authority

Complaints Unit 
FREE POST BRADFORD COUNCIL 
(Please write ‘Complaints Unit’ on the back of the envelope)

Tel. 01274 436820
e-mail: complaints.officer@bradford.gov.uk


Tenants living in a Sanctuary owned property can address any housing management complaint to:

Sanctuary
Sanctuary House 
Chamber Court, 
Castle Street, 
Worcester, 
WR1 3ZQ
Tel.  0808 1683472


Tenants living at Yorkshire Housing owned property can address any housing management complaint to: 

Yorkshire Housing
The Place
2 Central Place 
Leeds
LS10 1FB
Tel. 0345 366 4404 


You also have the right to an independent ombudsman.  They provide a free and confidential service for Housing Association tenants including hostel service users who feel that they have a legitimate reason for making a complaint.  They can be contacted at the following address: 

Housing Ombudsman Service
PO Box 1484
Unit D
Preston
PR2 0ET
Email – info@housing-ombudsman.org.uk
Telephone: 0300 111 3000	

											APPENDIX 1
Bradford Cyrenians

				COMPLAINTS REPORTING FORM

A. Details of the complaint 







B. Details of any previous complaint that may be related to the current situation, whether they were reported, to whom and the relevant dates.  Regardless of whether verbal or written.  






C. Details of any witnesses or other people who may be relevant to the complaint.






D. Action requested by the service user:







Received by				                    (worker)	    Date

Name of advocate _______________________  Organisation _________________

Signed by					        (Service User)   Date

Address ________________________________________________________



Date Recorded on Oasis case management system……………………………………….	

Complaints & Appeals Policy reviewed and approved by MC 16th June 2026 To be reviewed April 2027
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